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Abstract: The focus of this research is to measure the customer loyalty among the 
members of Metro loyalty program. With data collected from Metro Yours Card (MYC) 
in Jakarta. Furthermore, this research is measures the effect of loyalty program quality 
and personal interaction quality within influencing customer satisfaction, whether these 
factors have positive or negative effects. Therefore, the concept of this research is 
loyalty program quality and personal interaction quality influence customer satisfaction, 
and satisfied customer will be influences the degree of customer loyalty. 
 
Objective:Objective of this research is to investigate customer loyalty in Metro 
department stores, particularly. How the quality of personal interactions and the quality 
of loyalty program influence customer satisfaction, and thus customer satisfaction can 
influence customer loyalty. 
 
Method: The method that the author uses is multiple regressions. Questionnaire was 
distributed to 150 respondents randomly offline and online questionnaire,the 
respondents are cardholders of Metro Yours Card (MYC) program. 
 
Results:The result shows that customer satisfaction has positive influence toward 
customer loyalty, however loyalty program quality does not have positive influence 
toward customer loyalty directly, it is need the role of customer satisfaction before 
influence customer loyalty. 
 
Conclusion:The degrees of loyalty program quality and the degree of personal 
interaction quality have positive influence toward the degree of customer satisfaction in 
Metro Department Store. However, the degree of loyalty program quality cannot provide 
positive influence toward customer loyalty directly, the role of satisfaction needed in this 
case and female have greater loyalty level than male. 
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